Bu çalışma bazı kişisel faktörlerin (cinsiyet, yaş, eğitim ve medeni durum) Amerika'da servis sektöründe çalışanların duygusal zeka düzeyleri üzerindeki etkisini araştıracaktır. Çalışma için uygun data New York ve New Jersey 'de farklı şirketlerde çalışan 98 kişiden anket aracılığı ile toplanmıştır. Çalışanların duygusal zeka düzeyleri Wong ve Low Duygusal Zeka Ölçeği (WLEIS) yardımıyla ölçülmüştür. Toplanan data Excel ve SPSS kullanılarak analiz edilmiştir. Önce, tanımlayıcı istatistikler hesaplamalar yapılmış, sonra t-tests, ANOVA ve Mann Whitney U testleri uygulanmıştır. Ayrica farklılık yaratan değişkenlerde alt gruplar arasindaki farklılıkları bulmak için Tukey Post-Hoc testi uygulanmıştır. Çalışma sonuçlari eğitimin Amerika'da çalışanların duygusal zeka düzeylerini pozitif olarak etkileyen bir faktör olduğunu ortaya koymuştur.
INTRODUCTION
The changing demographics may be the basis for differences in terms of employee attitudes, perceptions and values. (Pooja & Kumar, 2016) . According to Robbin and Judge (2017) the workforce is getting older and more multiethnic. Today, women earn more wages, have more education and are much more likely to be employed full-time than men in the U.S. (p. 43) As the pressures of new trends such as global competition, demographic changes, the changing nature of work, Web 2.0 (user generated content) increase, the companies and the way they work are changing. The pressures to compete with emerging and maturing global markets have forced organizations to examine their entire business model from top to bottom as well as employees to find new ways and have new skills such as EI to cope with change.
Emotional Intelligence (EI) has the potential to protect organizations from failing due to competition. This can be accomplished through the application of EI competencies (Goleman, 1998) . Today, high intelligence quotient (IQ) is not enough alone to be successful in professional and social life. In this context, there is a prominent focus by researchers on the importance of EI since the 1990s. EI is one of the major factors that have a direct impact on organizational achievement (Ruderman et.al. 2001 , Ahmadi, 2014 , Nisbett, et.al., 2012 Wigglesworth, 2011; Kulkarni, 2014) . Daniel Goleman (1998) described EI as "one's awareness of his/her emotions, empathy for others' emotions, and arranging such to enrich life." Awareness and correct management of emotions undoubtedly contribute positively to one's life. One's empathy, emotional awareness, skills of understanding and managing emotions help him/her deepen his/her social relations (Goleman, 1998) . The correct management of emotions contribute to employee's job satisfaction, as well as increasing organizational commitment of employees (Unsar and Dincer, 2014) .
Therefore, the influence of demographic factors on the EI of employees has been explored in many studies. It is worthy to note demographic factors in current study is very popular in existing literature and have been studied across various job groups such as nurses, bank managers, call center representatives, academics, radiation therapists in different countries (e.g., Humpel & Caputi, 2001; Nagar, 2017; Sergio et al., 2015; Stami, Ritin & Dominique, 2018 ) but there are not many studies conducted in the U.S. Also, this study differentiate itself by focusing on employees working in companies with more than 1000 employees in service sector and who have at least two or more reporting employees and only personal factors affecting their EI levels.
The purpose of this study is to investigate personal factors affecting EI. More specifically, this research intends to explore if age, gender, education and marital status have an impact on emotional intelligence levels of employees in the U.S. Since age, gender, education and marital status are the most commonly examined personal factors which are found as the best predictor of in recent studies on EI (e.g., Marembo & Chunyamurindi, 2018; Nagar, 2017; Pooja & Kumar, 2016; Stami, Ritin & Dominique, 2018) , only these four demographic factors explored in the current study with the following research question:
• Do personal factors, specifically, age, gender, education and marital status have an impact on EI levels of employees?
LITERATURE REVIEW
Although a significant body of literature exist on demographic factors affecting EI of individuals, this study focuses on employees at managerial positions in companies with more than 1000 employees in service sector. This review primarily consists of the studies that examine personal factors (i.e., age, gender, education and marital status) affecting EI levels of employees. The literature review pertinent to this study is drawn from the two sections: the importance of EI in the workplace and studies on demographic factors affecting EI.
The Importance of EI in the Workplace
The theoretical background of the concept of EI lies back to the theory of Social Intelligence suggested by Thorndike (1920) . According to this theory, an individual's ability to understand others' emotions is independent of his/her intelligence. EI, on the other hand, was first asserted and described as the ability to monitor one's own and other's feelings and emotions, to discriminate among them, and to use this information to guide one's thinking and actions by Salovey and Mayor (1990) . EI in various aspects and within the scopes of social intelligence, multiple intelligences or intrapersonal intelligence, which derives therefrom, constitutes a wide range of application for researchers (Bar-On, 2005; Cooper and Sawaf, 1996; Freedman, 2002; Goleman, 2000) . However, the common aspect of the studies on EQ is their conclusions implying that EI skills that are required for over achievement in social life are also applicable to and effective in work life. (Springs and Kritsonis, 2008) .
EI is considered as a key to organizational achievement (Kaufman, 2009, p. 152 ). Day and Leggat (2015) suggest that factors such as competition, social responsibility, teamwork and organizational culture leads to great changes in organizations, and therefore skills of individuals have been gaining importance recently (p.58). In this respect, emotional quotient helps in establishing better relations and becoming more understanding in workplaces (Sterrett, 2000, p. 4-5) . This ability enables individuals to manage their emotions and may have direct impact on their achievements in work life by enabling them to use their emotions more effectively (Blell, 2011, p. 20) . It is the human resources that an organization maintains competitiveness and survives. Therefore, a work force that has emotional balance and is motivated through EI, would be of great assistance for organizations to accomplish their objectives (Turhan and Cetinsoz, 2018) .
Supporters of EI believe that supervisors and managers who score high in the area of emotional intelligence are more successful at negotiation and resolving conflicts (Payne & Cooper, 2001) . Goleman (1998) argued that the most distinguishing feature among managers with MBAs was not their IQ but rather their level of EI. Lopes, Salovey, Côté & Beers (2005) suggested that EI enable employees to regulate their emotions and manage stress effectively in the workplace. Therefore, it may contribute to work performance.
Studies on Demographic Factors Affecting EI
A significant body of literature exist on demographic factors affecting EI of individuals, but this study focuses on employees at managerial positions in companies with more than 1000 employees in service sector. Age is believed to be associated with the level of social adaptability and awareness (Frank, Baron-Cohen & Ganzel, 2015) . According to Sergio, Dungca, & Ormita (2015) , older individuals are better at developing felexibility and adaptability in their social lives and dealing with their own emotions. On the other hand, Kumar and Muniandy (2012) stated that EI rises with age up to 50 years and tends to decline as the subjects grow beyond 50 years. Some other previous studies have also identified that age is a factor affecting EI positively (Schuttle et al. 2007; Bennett et al. 2007; Bissessar, 2011) .
While an American study involving 405 participants aged between 22 and 70, found that EI increased slightly with age (Farisalli et al. 2006) , the findings of Gurol et al. (2010) 's study suggests that there is no significant relationship between age and EI. Chen, Peng and Kirk (2015) concluded that while age has a positive impact on emotional appraisal and regulation in self , it has a negative impact on appraisal and use of emotion in others.
Since prior research reports that, age is one of the most investigated personal factors that affects EI positively (Bennett et al. 2007 Bissessar, 2011 Farisalli et al. 2006; Schuttle et al. 2007 ). By exploring if employees' age in service sector in the U.S has an impact on their EI levels, this study would provide a distinct perspective to EI research. The older employees might be more emotionally intelligent than their younger peers because unlike IQ, EI can be learned or developed in time (Acar, 2001) . Thus, the current researcher formulated the hypothesis below:
H1: Age has a positive impact on EI of employees in service sector in the U.S.
Gender also is another important personal factor which has been argued to be a factor that makes a difference on EI levels of individuals by researchers. Researchers like Goleman (1998), Bar-on (2000), Petrides and Furnham (2000) , Alumran and Punamaki (2008) proposed that Emotional Intelligence did not vary with gender while researchers like Brackette and Mayer (2003), Palmer et al. (2005) , Mandell and Pherwani (2003) indicated that Emotional Intelligence was different among men and women. Humpel and Caputi (2001) examined the relationship between work stress and EI of mental health nurses and found that female nurses with less experience in mental health had lower EI. Gur et al. (2001) stated that high EI among women has been attributed to biological and social factors such as having larger size of the brain area, which processes emotions.
Gender differences is a topic of growing interest among academics and researchers in research on EI since males and females typically have different traits which might affect their EI. Despite a numerous number of studies report that there is a significant role of the gender EI there are also many studies indicate that no significant role of the gender on one's EI levels. Since females tend to be more emotional and intimate in relationships as compared to males, the popular belief is that women's emotional intelligence is higher than that of males (Jyoti, 2016) . Therefore, the following hypothesis is proposed:
H2: Gender has an impact on EI levels of employees in the U.S. Vanishree (2014) indicated that marital status was the best predictor of emotional intelligence for employees working in information technology (IT) sector. Authors (Saeed, Javadi, Nir & Nouri, 2013; Kalyoncu, Guney, Arslan & Ayranci, 2012) focused on nurses in their studies and stated that married nurses have higher EI levels than their single peers.
However, Bibi, Chaundhry and Awan (2015) conducted a study on academics to find out the influence of marital status on emotional intelligence and concluded that there is no significant relationship between marital status and emotional intelligence. Also, Nagar's (2017) study on bank managers in India revealed the same results.
Marriage is the rich source of some of people's deepest feelings and emotions, from love, hate, and anger, to fear, sadness, and joy. Therefore, the extent to which the spouses try to understand, communicate, and manage all these and other powerful emotions play a crucial role in developing their EI (Brackett, Warner & Bosco, 2005) . Hence, the third hypothesis of the study is formulated as:
H3: Marital status has an impact on EI levels of employees in the U.S.
Moreover, education is another factor investigated in EI studies frequently. In a study undertaken on 212 professionals working in a mental health setting, there was a statistically significant correlation between EI and educational levels, with those who had higher levels of education demonstrating greater EI (Nikolaou &Tsaousis, 2002) . Hemalatha (2014) also indicated that education was positively correlated with EI of employees in India while Nagar (2017) couldn't find a relationship between education and EI in his study on bank managers in India. In the same vein, Yogun and Minman (2016) studied factors affecting EI levels of employees in food and beverage sector and found that education significantly influenced EI levels of employees in food and beverage sector in terms of social skills and self-regulation dimensions. Education helps to better understand the situation and to cope up with the changing scenario easily. Highly educated employees might be able to express their feelings, communicate openly and to understand other better than less educated. Based on this, the researcher expected that:
H4: Education has a positive impact on EI levels of employees in the U.S.
METHODOLOGY
The main purpose of this research is to investigate personal factors (i.e., age, gender, education and marital status) on employees EI levels in service sector in the U.S. The data is gathered from 98 employees who works in different companies with more than 1000 employees and have at least two reporting employees in New York and New Jersey using a paper questionnaire survey by the researcher. The reason why the researcher preferred using a paper survey is that they typically garner much higher response rates than their digital counterparts (Duncan, 2008) . The sample was not generated randomly. The snowballing sampling technique was used. The questionnaire survey consists of two sections. The first section, containing Wong and Law Emotional Intelligent Scale (WLEIS) which is generated by Wong and Law in 2002 is for measuring EI levels of employees. This 16-item scale assesses emotional intelligence within four constructs of EI (a) self-emotion appraisal; (b) others' emotion appraisal; (c) use of emotion; and, (d) regulation of emotion. Four items in the scale measure each of the four constructs (Wong & Law, 2002) . This study utilized the WLEIS because it offered the shortest administration time, was one with a clearer construct structure of emotional intelligence and used in other organizational studies (e.g., Bakan & Guler, 2017 and Isler & Atilla, 2013) . The second section consists of 4 questions to collect demographic information. Data collection instrument is available upon request.
Reliability is measured using correlation coefficients to determine the degree of relationship between two sets of scores and is considered strong when the coefficient is r = .70-1.0, moderate from r = .30 -.69 and none to weak from r = .00 -.29 (Jackson, 2009) . In this study, the reliability coefficient Cronbach's Alfa α=0.921 has been calculated through the 16 questions of the WLEIS scale. According to the reliability coefficients of each dimension, it can be said that the research portrays a reliable structure (See Table 1 ). The data gathered was analyzed using Microsoft Excel and SPSS. First, descriptive statistics including frequencies, percentages, means and standard deviations were obtained.
Second, to decide the appropriate method the normality tests were ran. According to normality test results, the factors (e.g., gender) that have two levels and normally distributed were analyzed through independent sample T-Tests; the factors (e.g., marital status) that have two levels and not normally distributed were analyzed through Mann Whitney-U tests; and those (e.g., age and education) that have more than two levels and normally distributed were analyzed through ANOVA. Also, the differences obtained through ANOVA among the means are further compared through Tukey Post-hoc Tests. Those are the commonly used statistical tests in studies on demographic factors affecting EI (e.g., Oztimurlenk, 2012; Nagar, 2017; Yogun & Miman, 2016,) 
RESULTS AND DISCUSSION

The Profile of Study Participants
This section presents the demographics of the survey participants as shown in Table 2 .
The majority (58.2%) of the employees who participated in this study are female while 41.8% of them are male and most of (54.1%) are single. Over 60% of employees are over the age of 30 and only 32.7% of them are under the age of 30. Age data was gathered via an open-ended question on the questionnaire survey. Since there are not any participants aged less than 21 or more than 50, this variable is categorized as three groups shown in Table 2 below. Moreover, among all the employees surveyed in this study, the majority (75.5%) have a university or graduate degree. 
Employees' Emotional Intelligence Levels
The Relationship between Demographic Factors and Emotional Intelligence
The study findings indicated that only education out of 4 demographic factors investigated (gender, age, education, marital status), is found to be a significant factor on regulation of emotion (F=3.336, p=0.024) and total emotional intelligence scores (F=2.572, p=0.010) of employees in the U.S. Thereby, only hypothesis# 4 is accepted and education has a positive impact on EI levels of employees in the U.S. Hypotheses #1, 2, 3 are rejected, and age, gender, marital status has no significant impact on EI levels of employees in the U.S. The significance levels (p-values) obtained through t tests, ANOVA and Mann-Whitney U tests for demographic factors presented in Table 4 below. Based on the research done on demographic factors affecting EI, this study is in consonance with some empirical research (Yogun & Miman, 2016 and Hemalatha, 2014) which reports that education significantly influenced EI levels of employees whereas some studies (Mishra and Mohapatra, 2010; Tajeddini, Rangan, Malekzadeh, and Lallianzuali, 2014) suggests no significant relationships between education and EI.
In this current study, employees who have a university or graduate degree have higher EI levels than those who have a high school degree. A possible reason may be that the more education employees receive, the better the ability to develop their EI. Because unlike intelligent quotient (IQ), EI is not one thing and can be learned in time by reading, doing more research or participating more seminars and training programs (Goleman, 1995) .
Another finding of the study is that age, gender and marital status are not found to be significant for none of the emotional intelligence levels at the 95% confidence level (p>0.05) (See Table 3 ). Although, the results of numerous significant studies conducted on EI by Bar-On, 1997 , 2002 Mayer, Caruso, & Salovey, 1999; Mayer,Salovey,&Caruso,2002 supported that EI may increase with age, there are some recent studies (e.g., Yogun & Minman, 2016) which resulted in no significant relationship between age and EI like this study.
Despite gender is commonly examined and found as an important factor affecting EI in many studies, there are also some studies indicate that no significant role of gender on EI (Alumran & Punamaki, 2008; Bar-on, 2000; Goleman, 1998; Oztimurlenk, 2012; Petrides & Furnham, 2000) . The results of current study echo those studies. As with respect to marital status, the study findings again concur with some of the previous studies (Granger, 2015;  has no impact on emotional intelligence.
CONCLUSION AND FUTURE RESEARCH
In a number of academic works, it has been mentioned that the concept of emotional intelligence, other than being innate, can also be developed by learning (e.g., Acar, 2001; Goleman, 1995; Serrat, 2017; Smigla & Gail, 2000) The results of this research support those works by finding education as a factor affecting emotional intelligence levels of employees positively in the U.S. Findings of the study can be used by organizations in taking various decisions related to selection or training of newly and already existing employees. Information age have created new knowledge, skills and ability requirements for employees. Ongoing developments in technology are reshaping employee activities in organizations. It can be stated that it would be a positive effort to hire educated employees. Also, organizational leaders should consider raising the educational level of employees by offering education services to their employees.
Due to several constraints such as time, this study has the following limitations that can be addressed in future research. First, this study focused on only four personal factors (i.e., age, gender, education, marital status) and their impact on employees' emotional intelligence. Work-related factors such as industry type, position, number of reporting employees should all be considered in future research. Secondly, the scale used was a selfreport measure which may cause biased responses. Thirdly, the study findings are obtained from employees in the U.S and sample size was small to generalize the findings. Future research could also benefit from having a larger sample and making a comparison among other countries.
